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Disaster Recovery Plan

Sprint's comprehensive Disaster Recovery Plan developed for Hawaii details the methods Sprint
will utifize to cope with specific disasters. The plan includes quick and reliable switching of calls,
network diagrams identifying where traffic will be rerouted if vulnerable circuits become inoperable,
and problem reporting with . escalation protocol. Besides service outages, the Hawaii Disaster

Recovery Plan applies to specific disasters that affect any technical area of Sprint's Relay network.

The first line of defense against degradation of Hawail is the Intelligent Call Router (ICR)
technology that Sprint employs. During a major or minor service disruption, the ICR feature
bypasses the failed or degraded facility and immediately directs calls to the first available agent in
any of Sprint's eleven fully inter-linked TRS Call Centers. State-specific call processing software
resides at each of Sprint's Relay Call Centers. Communications Assistants (CAs) are trained in
advance to provide service to other States; the transfer of calls between centers is transparent to

- users.

Beyond the ICR, Sprint's Disaster Recovery Plan details the steps that will be taken to deal with
any problem, and restore Hawaii to its full operating level in the shortest possible time.

Hawaii Notification Procedure

To provide Hawaii with the most complete and timely information on problems affecting their TRS,
the trouble reporting procedure for Hawaii will include three levels of response:

® A 3-hour verbal report
* A 24-hour status report
* A comprehensive final report within 5 business days

‘:Sprint will notify Hawaii within three hours if a service disruption of 30 minutes or longer occurs.
::For service disruptions occurring outside normal ’business hours, the initial report will be provided
by 8:30 AM on the next business day. This initial report will expla‘in how the problem will be
corrected and an approximate time when full service will be restored. Within 24 hours of the
:fservice disruption, an intermediate report provides problem status and more detail of what action is
necessary. In most cases, the 24-hour report reveals that the problem has been corrected and that
full service to Hawaii has been restored. The final comprehensive written report, explaining how
and when the problem occurred, corrective action taken, and time and date when full operation
resumed will be provided to the Hawaii Administrator within five business days of return to normal
'operation. Examples of service disruption to Hawaii include:




¢ ACD failure or malfunction

* Major transmission facility blockage

* Threat to Hawaii CA’s safety or other CA work stoppage
* Loss of CA position capabilities

Performance at each Sprint relay center is monitored continuously 24 hours a day, seven days a
week from Sprint's Enhanced Services Operation Control Center (ESOCC) in Overland Park, KS.

Disaster Recovery Procedures

If the problem is within the relay center serving Hawaii, maintenance can usually be performed by
the on-site technician, with assistance from Sprint's ESOCC. If the problem occurs during non-
business hours and requires on-site assistance, the ESOCG will page the technician to provide
service remedies. Sprint retains hardware spares at each center to allow for any type of repair
required without ordering additional equipment (except for complete loss of.a center).

Time Frames for Service Restoration
Complete or Partial Loss of Service Due to Sprint Equipment or Facilities

o Sprint Call Center Equipment - A technician is on-site during the normal business day.
The technician provides parts and/or resources necessary to expedite repair within two
hours. Outside of the normal business day a technician will be on-site within four hours.
The technician then provides parts and/or resources necessary to expedite repair within
two hours. \ :

* Sprint or Telco Network Facilities - For an outage of facilities directly serving Hawaii, -
incoming TRS calls will immediately be routed to one of ten other centers throughout the
US. No calls will be lost. Repair of fiber or network facilities typically requires less than
eight hours. ’

* Due to Utilities or Disaster at the Center - Immediate rerouting of traffic occurs with any
large-scale center disaster or utility failure. Service Is restored as soon as the utility is
restored, provided the Sprint equipment has not been damaged. If the equipment has
been damaged the service restoration for Sprint equipment (above) applies.

* Due to Telco Facilities Equipment - A Telco equipment failure will not normally have a
large effect on TRS traffic within the state unless it occurs on Telco facilities directly
connected to the call center. In this case, normal Sprint traffic rerouting will apply. For a
failure at a telco centrél office - In Honolulu, for example, only local Honolulu residents
would be affected until the Telco has performed the necessary repairs. For situations like




this, it will be at Sprint's discretion to dispatch a techniciaﬁ. The normal Telco escalation
procedures will apply. The Telco escalation process is all during the normal business day;
therefor, a trouble may be extended from one day to the next.

Trouble Reporting Procedures

The following information is required when a Hawaii user is reporting trouble:

e Service Description (‘Hawaii”)

e (Caller's Name

e Contact Number

¢ (Calling to/Calling from (if applicable)
e Description of the trouble

Service distuptions or anomalies that are identified by Hawaii users may be reported to the Sprint
Relay Customer Service 800 number (800-877-0996) at any time day or night, seven days a week.
The Customer Service agent creates a trouble ticket and passes the information on to the
appropriate member of Sprint's Maintenance Team for action. Qutside the normal business day,

the ESOCC will handle calls from the Customer Service agents 24 hours a day, 7 days a week.

The Maintenance Team recognizes most disrUptions in setvice prior to customers being aware of
any problem. Site technicians are on call at each of Sprint's11 TRS Call Centers to respond

~ ‘quickly to any event, including natural disasters.

Mean Time to Repair (MTTR)’

?‘M'ITR is defiried and detailed in Tables A-1 and A-2:

Table A-1. . ' Time to Investigate + Time fo Repair + Time to Notify

. The time needed to determine the existence of a problem and its
. Time to Investigate -

scope.

Time to Repair Repair time by Field Operations plus LEC time, if applicable.

) From the time repair is completed to the time the customer is
Time to Notify -

notified of repair completion.

Table A-2 Current MTTR Objectives




Switched Services | 8§ Hours

Private Lines 4 Hours (electronic failure)

Fiber Cut 8 Hours

Sprint's Mean Time to Rebair is viewed from the customer’s perspective. A critical element in the
equation is the Time to Notify, because Sprint does not consider a repair complete until the
customer accepts the circuit back as satisfactory.

Escalation Procedures

If adequate results have not been achieved within two hours, a Hawaii user may escalate the
Tfeport to the next level. Table A-3 details the escalation levels.

Table A-3  Escalation Levels

Escalation

Contact
Level -

2 Regional Maintenance Manager [Office Phone Number (913) 253-4394
Cell Phone Number Cell Phone 913-484-2263,

3 Senior Manager, Technical Staff [Office Phone Number (913) 253-4396

Service Reliability

Sprint's service is provided through an all-fiber sophisticated management control networks
support backbone«networks with digital switching architecture. These elements are combined to
provide a highly reliable, proven, and redundant network. Survivability is a mandatory objective of
the Sprint network design. The Sprint network minimizes the adverse effect of service interruptions
due to equipment failures or cable cuts, network overload conditions, or regional catastrophes.

.A 100 percent fibet-optic network, with significant fiber miles in Hawaii, provides critical advantages
Jover the other carriers. These advantages include:

¢ Quality
Since voice or data are transmitted ulilizing fiber optic technology, the problems of outdated




anelog and even modern microwave transmission simply do not apply. Noise, electrical
interference, weather-impacting conditions, and fading are virtually eliminated.

e Economy
The overall quality, architecture, and advanced technology of digital fiber optics- makes
transmission so dependable that it costs us less to maintain, thereby passing the savings onto
our customers.

¢ Expandability

As demand for network capacity grows, the capacity of the existing single-mode fiber can
grow. Due to the architecture and design of fiber optics, the capacity of the network can be
upgraded to increase 2,000-fold.

e Survivability

Network survivability is the ability of the network to cope with random disruptions of facilities
and/or demand overloads. Sprint has established an objective to provide 100 percent capability
to reroute backbone traffic during any single cable cut. This is a significant benefit to Hawaii,
and a competitive differentiation of the Sprint network.

Currently, Sprint has over 23,000 miles of its fiber network in place and in service, with a fiber point

" of presence (POP) in every Local Access Transport Area (LATA). The 1 LATA in Hawaii is served
by 1 Sprint POP. There are plans for additional fiber mileage, additional POPs, and added route
diversity. There are more than 300 POPs in service on the network. With 1 POP in the state all
areas will be adequately serwced by Sprint.

Switched services are provided via 49 Northern Telecom DMS-250/300 switches at 29 locations
nationwide. Three DMS-300s located at New York, NY; Fort Worth, TX; and Stockton, CA, serve
as international gateways. The, remaining 46 switches provide switching fuinctions for Sprint's
domestic switched services. Hawaii would primarily be served by the DMS sWitches in Honolulu,
with other diversely located facilities also serving Hawaii.

Interconnection of the 49 switches is provided in a non-hierarchical manner. This means that inter-
machine trunk (IMT) groups connect each switch with all other switches within the network. Each of
these IMT groups is split and routed through the Sprint fiber network over SONET route paths for
protectlon and survivability. As:an exira precaution to preclude any call blockage, Dynamically
Controlled Routing (DCR) provndes an additional layer of tandem routing options when a direct IMT
is temporarily busy.

Reliability is ensured through.a corporate commitment to maintain or surpass our system

i




objectives, Beginning with the network design, reliability and efficiency are built into the system. .
Sprint continues to improve the: network’s reliability through the addition of new technologies such
as Digital Cross-connect Systems, SONET, and Signaling System 7.

The effectiveness of this highly reliable and survivable network is attributed to the redundant
transmission and switching hardware configurations, SONET ring topology, and sophisticated

network management and control centers. These factors combine to assure outstanding network
performance and reliability for Hawaii.

Network Criteria

. System Capacity

The Sprint network was built with the capacity to support every interLATA and intraLATA call
available in the US. With the continuing development of network fiber transmission equipment to
support higher speeds and larger bandwidth, the capacity of the Sprint network to support
increasing customer requirements and technologies is assured well into the future.




Sprint Outage Notification from CapTel Service Center

Performance at the CapTel Service Center is monitored continuously by CTI technicians 24 hours
a day, seven days a week. Sprint will be notified by the CapTel Service Center Manager
immediately upon determination of any type of natural or man-made problem that causes either:

e A complete (100 percent) loss of the CapTel Service Center, OR

e Any partial loss of service in excess of 15 minutes that is service affecting. Examples of
such a loss in service include:

An accidental switch rebooting

Loss of transmission facilities through the telephone network

Terrorist attack

Bomb threat or other work stoppage

Sudden loss of agent position capabilities.

Impact to minimum ASA / Speed of Answer times

Acts of God

O O OO O O O

Contact from the CapTel Service Center Manager or designated CT| contact person will be made
to the assigned contact people at Sprint immediately upon awareness of an outage meeting the
above criteria, 24 hours a day, seven days a week including holidays with the following
documentation:

1) What time did the outage happen in CENTRAL TIME?

2) What caused it?

3) Which customers are (or were) impacted?

4) What is (was) the solution to restore service?

5) What is the time that service will be (or was restored by) IN CENTRAL TIME?

Sprint Procedure for Outage Notification to Contract Administrators during Business Hours

Upon receiving notification from CTI during business hours (8AM to 5SPM CT), Sprint will have one
of the below managers contact the Contract Administrator, depending on availability:

Point of Contact (POC) Position Contact Information:

R e e R g

. P:(925)468-4345
e s&; i 4 s
John Moore Relay Program Management Mgr

N o S

© M:(925)895-9176

_ E: John.E.Moore@sprint.com

Angela Officer Relay Program:Mana:'_g\e’r ,:'I:: i G p (703) 689-5654




: Point of Contact (POC) Contact Informati

Assigned  On-Call  Relay Program:

Manager

Upon receiving notification from CTI, Sprint will assess the problem and contact will be made by
email to the Contract Administrator.

In cases of partial loss of service, such as several inoperable CA positions or, local area network
outages, the CapTel Center on-site technician will notify CapTel Service Center to schedule repair.
Only those partial losses of service that are service affecting in excess of 15 minutes will be email
to the state Contract Administrator.

If the problem is within the CapTel Center, maintenance can usually be performed by the on-site
technicians. Hardware spares are retailed at the CapTel Service center to allow for the most
common type of repair required without the ordering of additional equipment.

Sprint Procedure for Outage Notification to Contract Administrators outside of Business
Hours

o Upon receiving notification from CTI outside of business hours (5PM to 8AM CT, Monday through
Friday, and all day Saturday, Sunday and holidays), John Moore (or Angie Officer) will notify
Contract Administrators immediately by email of an outage if possible, but by no later than 8AM CT
the next business day. Follow-ups and post-mortem will still be provided within the required
quidelines.

Disaster Recovery Follow-Up

Upon notifying customers of an outage, Sprint's contact person will provide regular updates from
CTl to all customers and internal team members. The follow up will be kept in sync with CapTel
Customer Service so that the information shared with customers from CTl is the same as what
customers receive from Sprint.

Disaster Recovery Post-mortem documentation

72 hours (3 days) after the outage is resolved, CTI will need to provide a formal written analysis of
the outage to the designated Sprint people (outlined above).

Sprint will send a document with the analysis to the Contract Administrator. John Moore will be the
primary point of contact for the letter to be shared with customers. If John Moore is not available,
then Angie Officer will provide the letter directly to customers.

1) What time did the outage happen in CENTRAL TIME?
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2) What caused it?
3) Which customers are or were impacted?

4) What is the solution to restore service?
5) What is the time that service will be or was restored IN CENTRAL TIME?
6) What will CapTel, Inc do to prevent this from happening again?

CTI will be available to answer questions from Contract Administrators through Sprint.

Time Frames for Service Restoration

. Complete loss of service due to equipment -

¢ Normal business day — A technician is on site during the normal business day. The
technician will provide parts and/or resources necessary to expedite repair of the most
common problems within two (2) hours.

o Qutside of the normal business day — A technician will be on-site within four (4) hours. The
technician will then provide parts and/or resources necessary to expedite repair of the
most common problems within two (2) hours.

Due to Utilities or Disaster at the Center — Service will be restored as soon as the utility is restored
provided the equipment was not damaged. If the equipment was damaged then refer to the timing
in the statement previous (Due to Equipment).

‘Due to Telco Facilities Equipment — A technician will be dispatched as necessary. The normal
+ . Telco escalation procedures for a partial outage will apply:

e Two hours at first level
o Four hours at second level
¢ Eight hours at third level

:These hours of escalation aré all during the normal business day, so a trouble ticket may be
‘extended from one day to the next.

. Partial loss of service - Due to Equipment

» Normal business day — A technician is on site during normal business hours. The
technician will provide parts and/or resources necessary to expedite repait of the most
common problems within four (4) hours.




e Qutside of the normal business day — A technician will be on-site within eight (8) hours.
The technician will then provide parts and/or resources necessary to expedite repair of the
most common problems within four (4) hours.

Due to Position Equipment — A technician will be on-site within eight (8) hours, provided there are
not enough positions working to process the forecasted traffic volumes. The technician will provide
parts and/or resources necessary to expedite repair within 48 hours. If there are enough positions
functional to process the forecasted traffic, the equipment will be repaired as necessary by Sprint.

Due to Telco Facilities Equipment — A technician will be dispatched as necessary by Sprint. The
normal Telco escalation procedures for a partial outage will apply:

¢ Eight hours at first level

e Twenty-four hours at second level

These hours of Telco escalation are all during the normal business day, so a service request may
be extended from one day to the next.

Trouble Reporting Procedures (for Individual Customers to Customer Service)

All calls concerning customer service issues should be placed by dialing the CapTel Customer
Service at 1-888-269-7477 (800-482-2424 TTY) in English only. A Customer Service agent will
take information concerning:

o (Caller's Name
e Contact Number
o (alling to / Calling from (if applicable)
o Description of the trouble
Report service affecting trouble to Customer Service during normal business hours, 8:00 AM to

5:00 PM Central Time, Monday through Friday. Normal business hours do not include Saturday,
Sunday, and holidays.

Escalations of service affecting issues during normal business hours are followed below:
Escalation Procedure during

; Point of Contact (POC) Phone Number
7 business hours

(888) 269-7477




Escalation Procedure during
Point of Contact (POC) Phone Number

business hours

' (888)-269-7477 .

i O

am Holmes@captelmailcom

- (877) 437-4660

Center Director Pam Frazier@captelmail.

Table 4 — CapTel Customer Service Escalation Procedures

Hours outside the normal business day are 5:00 PM to 8:00 AM Central Time for every day of the
week (Monday through Friday), and all day Saturday, Sunday, and holidays. Outside of normal
business day hours, a recording will play and trouble calls can leave a message for customer
service to follow up during the next business day.

The recording played to customers outside of CapTel customer service business hours:

Thank you for calling CapTel customer service. Our hours are Monday through Friday
from 8AM to 5PM central time. You may try again during business hours or leave a
voice mail message by pressing 3 now.

If the “3” button is pressed, then the customer will hear the following message:

Thank you for calling CapTel customer service. We are unable to take your call at this
time. Please leave a detailed message with your name and phone number with area

code, or email address, and a reason for your call, and one of our representatives will
return your call as soon as possible.

Alternative usage for CapTel phone during outage for VCO users.

CapTel phones are equipped with the capability to connect to traditional relay services even in the
event that the captioning service is not available.

In the event that a user cannot reach the captioning center, and the user desires to use any form of
available relay to connect their call, the user can dial 711 (user must dial only 711 and not a relay
800 number in order to change to VCO mode) and be connected to the in-state relay call center.
Their call will be processed via VCO instead of captions. In VCO mode, no audio from the called
party will be processed - just like any other traditional VCO call.
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Sprint TRS Standard Features Matrix

e allows Relay callers toretrieve their
s answering machine or voice-mail messages through the
. CA(Relay Agent, Relay Operator, Communication
: Assistant), referred to in this document as “CA”.

The feature enables an ASCII user to communicate with
the Relay in full duplex mode. Similar to voice-to-voice
conversation, it provides interrupt capability as

: i G appropriate for the ASCll user and the voice party.
ed Number Identification . ANl s the telephone number of the line initiating a call.
B e s " The number is identified by the switch and passed over
the network to the CA workstation.

This featur

£eiq

Answering Machine

Rétrlgvgl S

Text transmission of 60 wpm.

'Tyf;’:fng'slpeed’ i
§ e .. CAs arerequired to stay with a TRS call for a minimum of
‘CA'10-minute in-call replacement. ~ ° 10 minutes and with a STS call for minimum of 15
SR R ik  minutes.
oo 0t callerID featuring SS7 technology Is used to deliver the
: CalleriD ) ; ten digit phone number of the calling party, when not

blocked through the LEC for local and toll calls.

Call response time is measured from the time it takes the
call to hit the CA position from the Relay Center call
controller switch. Sprint will adhere to the State’s
requirements regarding answer time.

‘CallResponse Time

During the call, TTY callers will be informed of background "
noises through CA'’s tying in parenthesis. 5

Sprint provides functionally equivalent pager calls, which
are made to beepers and pagers, interactively and non-
interactively. Calls are relayed between interactive paging
services and the Relay users. For non-interactive paging
services, calls are made to leave specific numeric
information to accomplish those calls.

_‘Beepers and Pagers

R 3 ik This feature refers to the system’s ability to answer an
incoming call based on the previous call in the caller’s
communication mode (TTY, Voice, ASCII, VCO, HCO,
Spanish, Turbo Code, Deaf-Blind).

This feature refers to the system'’s ability to brand the
caller’s preferred communication mode — TTY, Voice,
ASCII, VCO, HCO, Spanish, Turbo Code, Deaf-Blind —
permanently.

: ;_Bry,andbi‘n‘g?of' Call Type '?TeAmporaty ;- i

Bra;‘aiv}t of Call Type — Permanent
T i e This feature allows Relay callers tochoose their preferred
“Carrier-of-Choice e Carrier for interstate/international and in some cases

: i : intra-island calls.

Wi o Allows Relay Cellular customers to reach the Relay 800
‘.Celllul’ar/vPCS Phone pcress number(s) to complete Relay calls.
o 2 ; Through the Customer Database feature, this feature e P
. Custom Calling Services : allows Relay callers to have traditional LEC services i.e. Additional -

frequently called numbers. Cost/ ! "
Allows Relay callers to enter specific information in a Mol S
s ; : profile i.e. Carrier-of-Choice, emergency numbers, last s :m I o
gu;t(omes Detsbace number redial, customer notes, frequently dialed Additione

GOSE.
numbers, etc. to expedite their call set-up time. : "“ i

et et P— — P — TSR PO S WA R S T 5 T TS R R B -~ - S g AT



Mandatory Features

This information could save valuable time when calling
emergency services.

; Freqvenﬂ l‘)fial\edﬁﬂumb,fg'rs.“. Henty

Callers’ preferred Carrier for in-State and out-of-state long
distance calls. Callers can also indicate their preferred
billing option when placing long distance calls. ¢

This feature allows users to set up and access “speed dial”
calls through the Relay.

: Outd'lal/'lnbfo’rmatvlp‘n( ;

Customer Notes

This feature allows the CA to be aware as to how the
caller answers the phone and which language type they
will communicate in.

This feature informs the CA of special requests to handle
calls ie. “do not announce the service”, preferred CA
gender, etc.,

‘Outdial Restrictions

fEniekgenEy Numbers =

Callers may restrict the type of calli.e. long distance,
international, 900, etc. to be placed through the Relay.

Callers may enter emergency numbers such as fire, doctor,
police, etc. to expedite the emergency call processing.

_Customized 800 Access

:‘ DeaT-Blmd Paung (Slow-fypiqg) ; ;_ ‘_

Each State has dedicated Relay 800 numbers to access the
Relay service.

This feature provides functionality that automatically
slows the transmission of datato Deaf-Blind users. The
default speed is 15 wpm and the speed can be increased
at the caller’s request in 5-wpm increments.

Gl

Delayed Call Announcer

?Dia:ied Number Verification

Sprint sends a delayed call announcer when the call is not
answered within 30 seconds. The feature alerts Relay
callers that they are on-line and on hold for next available
CA.

This feature echoes the number being outdialed and the
call type in the TTY Dial string macro. This feature helps
TTY callers know if a number has been misdialed and the
type of call they are placing.

Directory Assistance

‘{intrastate/Interstate) o

This feature allows Relay callers to reach Directory
Assistance at rates no greater than that of traditional
voice users. When the number is obtained, the caller may
choose to place the call through the Relay or dial direct.

' No b f_.
Additional.

No

: This service provides emergency assistance for Relay “No
_Emergency Assistance callers through Sprint’s E911 database and/or their * Additional
Customer Database profile. Cost -
Sprint’s TRS modems support enhancements in ASCII Cadps
s communication protocols. The capabilities of Sprint’s No -
Enhanced Modems modems include auto detection; connections with Additional
i : modems up to 14.4k; and faster ASCII detection (3 cCostivi v
seconds). ;
Sprint Relay workstations are equipped with the Error B
; . Correction capability to automatically correct common ‘No :
Error Correction typographical errors and spell out abbreviations, while . Additional .
: increasing typing speed and reducing conversational Cost B
minutes.
GenderiD - This ff:ature provides the gender of CAs in the TTY .::d]tionaf 5
greeting macro. Cost

cbosl - M M i b i L g I L )
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Mandatory Features

 HCO allows speech-disabled or mute users with normal -

hearing to listen to the person they are calling: The HCO
user types his/her conversation for the CAtoread and
voice Lo tha standard (voice) talaphone usar.

HCO users can contact HCO usersﬂthrough the Relay. The

CA will voice to both parties what is typed on each user’s
The permanent branding enables HCO callers to listen
during call set-up. The HCO brand greeting macroiis: -
[STATE]RELAY 1234F YOU MAY HEAR VOICE ORUSE TTY.GA

HCO users can contact TTY users through the Relay. HCO
users can listen while the CA is reading /voicing the TIY
user’s typed message. The HCO user types their
conversation directly to the TTY user. ;

VCO allows Deaf or Hard-of-Hearing people who prefer to
use their own voice to speak directly to the party they are

calling. The CA types the voiced responses back to the
VCO user who can read the typed messages across the
TTY screen. .

This feature allows VCO callers with two telephone lines
to use one line to speak directly to the hearing person
while the other line is used toreceive the CA’s typed
responses simultaneously. Two-Line VCO offers a more
natural flow of conversation without pauses required
with single line calls.

This feature is similar to Two-line VCO. InR2LVCO, a VCO
user receives-acall from avoice user first then
dials/connects the Relay CA.

VCO users can contact HCO users through the Relay. The
VCO user speaks directly to the HCO user and the HCO
user types their conversation directly tothe VCO user.

VCO users can contact other VCO users through the Relay.

The CA listens to VCO users speak and type the spoken
words for the parties at bothends.

VCOw/ Privacy/NOGA

VCO users can contact TTY users through the Relay. The
VCO user can use his/her own voice and the CA will listen
to the VCO caller’s spoken words then type the message
to the TTY user. The TTY user types directly to VCO user
without any CA interaction.

This is similar to the standard VCO feature however; the
CA will not hear the VCO caller speaking through the

Relay. The CA will only type voiced responses back to the
VCO user.
This feature enables VCO callers to set-up the call without N
& e Hesipn typing. The permanent VCO brand greeting macro would 5

‘VCO Permanent Branding e Audmonal

WO : ; Cost
[STATE]RELAY 12 34F VOICE (OR TYPE) NOw GA de

Sy SN R A From any international destinations outside of United : No SEEnY

Inbound International = States, callers can reach the Relay through Sprint’s ;Addltional
e Lt international inbound 10-digit number- 605-224-1837. “Cost..

i e e Dynamic Call Routing technology automatically and No
Intelligent Call Router. = seamlessly routes Relay calls to the first available English - Additlonaﬁ
R e or Spanish CA in the network. : Cost

@ e ; This feature provides intercept messages in voice and TTY No . ¢
intercept Message o in event of system failure occurrence within the Relay ‘vAdditionaI
ik i - switch, Center, or outbound circuits. “Cost

ohid b LU RS AR S s T BRG] A=JT v
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Relay users canreq uest the CAtored ialtheir last numbe
Sprint TRS is desighed to store the user’s last number
dialed and it is dialed upon the user’s command,

“UACTMUMBER REDIALPLS CA” ok UNR CA.

Callers who subscribe to-extended area service plans will
receive equivalent service through the Relay.

This feature reduces redials when CAs receive audio-text
interaction machines. In most cases, it allows the callers
to receive all of the information on the first call and
eliminates the number of redials.

This feature allows Relay callers to reach regionally
restricted or regionally directed 800/888/877/866/855
toll-free numbers.

Spfeech Disabled Indicator

Sprint offers Spanish Services, which offers Spahish-to-
Spanish Relay service, which are handled by proficient
bilingual (Spanish) CAs. Their workstations are modified
to provide macros and other functions to the caller in
Spanish.

The command “S” typed by a Speech-Disabled person
would inform the CA that a Speech-Disabled person is on
the line.

T

Speech-to-Speech

EX*/VO Tféixgmié#lpn !

This service enables Speech-Disabled customers to use
their voice, with assistance from CA if necessary, to
communicate with each other through the Relay.

This feature offers the ability to toggle between inbou nd
TTY, ASCHI, TurboCode™, and Voice calls.

' Toll ‘D'is\cburité’ :

E)Trans)fe‘;gaté épa:biiitiés' di

When calls are carried over the Sprint network, intrastate
calls are typically discounted by 35% Day, 25% Evening,
and 10% Night/ Weekend off intrastate MTS rates and
interstate calls are discounted by 50% off interstate MTS
rate. State specific requirements may result in a change to
the standard discounts.

Sprint’s system has'the capability of transferring Relay

callers to English TTY Operator Service and Relay 24-hour
Customer Service.

Relay users can reach Sprint’s TRS Customer Service,
which is available 24 hours-a-day, 7 days-a-week to

TﬁS'\CD’Stomer‘Service request information, or to offer commendations and
EL " submit complaints. The toll-free number is: 1-800-676-
& 3777 TTY/Voice/ASClI/Spanish.
: Sprint’s TTY Operator services can complete TTY-to-TTY
i 5 g ; calls; obtain Directory Assistance information; or receive o
TTY-, Operator Services (0SD) credit for erroneous billing. The toll-free number is: éggt"_’niﬂ«
; 1-800-855-4000. e
: This feature allows enhanced baudot transmission speed Notilan
S e up to 110 words-per-minute. It enables TTY callers with S :
urbstode TurboCode™ capability to interrupt during the Ad"'t'”?’l i
N Cost
transmission of the call. M
. ge This feature (macro) enables Relay callers to know when No o
. Variable Time Stamp Macro their called party had disconnected and relays the last Additional
i : i spoken words. Cost
i S S8 4 } No
VoleeCall prograssion. Ihrs' system upgrade a.llov.vs Voice or HCO callers to listen Additional
3 3 during call set-up Le. ringing, busy.
3 : Cost
i g -No.
Vit Gerder 1D This feature (r.nacro) informs the outbound TTY caller the ‘Rdalenat:
: gender of their caller. Vi ;
Cost
st anlubada l ol o T T[Ty TR [ FRBEIRE Y W T S T R T Y A7 7




Mandatory Features

Sprint provides access to Pay-Per-Call Services (900) via:a
toll-free'900 number which observes LEC restrictions so
that customers: donot have to reglster blocks with: the

Retay

With cooperanon of Local Exchange Companies the Relay !
can accept 711 calls.




Relay Hawaii
@ ® M 711 :,

‘Appendix |

Sprint Policy on 10 and 15 Minute Rule

119




R
Policy on 10- and 15-Minute Rule

Sprint understands that a change of CAs can interrupt the natural call flow. Therefore, Spﬁnt
atrives to keep the same CA dedicated to each call. Sprint will ensure that the CA remains on the
call for at least 10 minutes (or 15 minutes for Speech-to-Speech call). If a change of CA is
unavoidable, CAs are trained to make this transition as smoothly as possible and will inform both
parties.

A CA change may occur for the following reasons:

e Customer requests change of CA

o End user verbal abuse of CA or obscenity towards CA

o The call requires a specialist (Speech to Speech, another language)

o lliness

e Potential conflict of interest (i.e. the CA identifies an end user as a family member or
friend)

'In instances where it is neceséary to change CAs, a second CA will plug in their headset at the

position and watch the call for several minutes in order to assess the “spirit” of the call and make
the transition smoother. After several minutes of observation, the second CA will wait until the

'voice person stops speaking and all conversation has been relayed and will then type to the TTY
‘user:

.(CA# CONTINUING UR CALL).
| :The CA will'say to the non-TTY:‘ user:
‘«THIS IS CA # CONTINUING YOUR CALL.”

“ During initial training, trainees are required to practice this procedure. In addition, a training video
“was developed that clearly shows the procedure and how to ensure it is as smooth as possible.




Appendix J

FCC TRS Mandatory Minimum Standards
and Compliance Matrix




FCC Requirement

4, 5

October 1

¥ ahdi:WQiréLESS' ’di?isidﬁs
viméiehented.; 711f’1

September 15, 2001. .

Sprint requires ‘that all Cés @avé
a high school graduate equi aighéyf

as a minimum qualification for the.

job./ ;

‘. 'All Cas are tested~and evéiuaﬁed:
to ensure Relay skills Eméeg'.fg§f
following ' FCC . Guidelines. ‘ CA
training brov1des familiariéy-y}ghf
 hearing, deaf, and Speeqh—pisé?ng 

cultures and ASL translation.

¥o g Speed:‘ Each Sprint CA is required to take

teghnological aids, the 60 WPM typing test quarterly

(four times a year).

: Sprint  administers Oral-to-type

tests.

Sprint VRS interpreters are




uirement nt’s Commitment

fﬂ%ﬁa#e 
’énSQre 
/coﬁfidentiélgty arévmaiﬁtain

STS CAs are pétmi;tedi,t
info from a ‘callbﬁ;@:,qfde
facilitate  the  complet

consecutive‘subséqUent calls,

CAs relay calls vérbﬁt m and do'.

not alter relayed conyérsétibﬁ.V

o

During the annual merit reviews,
each CA reviews & the
confidentiality and code of ethics

with his/her team supervisér.

64.604

| &
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FCC TRS Mandatory Minimum Standards & Compliance Matrix

FCC Regquirement Sprint’s Commitment

since September 1, 1990. -

July 1, 2004, Spriﬁ;fproyidgs,TRSi

to . . 32 statés, “the ' Federal

Government, | Common ~ wealth of

: L :
Puerto Rico, and three resellers.

. Sprint was the first TRS.prb&ider
" to offer Speech-to-speech rélay

service (California, 1996).

i Sprint was the first TRS proGidet |
to offer intrastate and inté:stg;e’ |
Spanish services ({(Texas, 19915. As
a standard offering of TRS, Sprint
provides Spanish services to the
States. Sprint also is the only
TRS provider to offer Spanish—

speaking Customer Service.

Sprint fully implemented 711

accesses for all of its States on

_addition,  not. . later | than
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FCC Requirement Sprint’s Commitment

i Eéli o« databaée/*.*@ﬁpi

- »éufoma:tiéail\y Colcangds G
connects - the = caller

Aapprobzivavte, PSAP.

'CAs pass along the caller s %_i;uml;ier'

to the PSAP when the caller

\
i
disconnects prior to be éonﬁgcqu-' i
|

for a minimum of /10 minutes.

STS CAs stay on the call for a |






